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ABSTRACT 
 
In the midst of current economic slowdown, those in financial predicament are looking 
for the various avenues in order to obtain speedy cash. For people who are desperate for 
money, they may approach for traditional money lender like loan shark because the 
transaction is easier rather than trading with pawnshop. However, the borrowers were 
burdened with the high interest rate imposed on the loans (Ahmad, 2012). From the problems, 
I will conduct a survey on the Determinants in Customers’ Satisfactions towards Quality of 
the Ar-Rahnu Service Provided in Kluang, Johor. The main objective of this study is to 
examine the factor that influence customer satisfaction towards quality of the  Ar-Rahnu 
service provided. The study will be conducts by using primary data for instance questionnaire 
survey. I will be using quantitative method whereby I will adapting questionnaires from the 
previous researcher . The data will be obtains from the respondent from various levels of 
demographic by using random sampling. In addition, I also will be using SPSS system in 
generating my data collections which includes: demographics, normality test, reliability test, 
descriptive analysis, correlation analysis and regression analysis. For conclusion, the case 
study will be conducts in order to clarify on the satisfactions of the Ar-Rahnu’s customer in 
order to improve the Ar-Rahnu system and services in futures. 
